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RP 56
‘We undertake to do everything in our power to please our guests so that they want to return’
Role Profile
Employee Name:
Job Title:


Operations Manager
Location of Role:

Beales Hotel
Responsible to:

General Manager
Key Communications:

General Manager, Restaurant, C&B, Kitchen, Reception and Reservations, Night Manager & Night Porter, Housekeeping, HODs, Accounts Manager, Sales Manager, Estates Manager, Recruitment & Development Manager, Senior Management and Head Office team. 
Role Statement:

Actively promotes the company’s family values with responsibility for assisting the General Manager with all aspects of operations and management in all departments of the hotel. The Operations Manager will have operational and management responsibility for the day to day running of the hotel, including standards, staffing and team organization etc, with particular focus on Food and Beverage. The main purpose of this role is to deliver excellence and efficiency in customer service and hotel operational standards, provide inspirational leadership, dealing effectively with guests, management and staff to keep the hotel running smoothly.  The following key tasks for this role are as follows.
Role Responsibilities:
Operational & Communication
· Operational and management responsibility for the day to day running of the hotel, (incl. deputising for the General Manager in their absence) by providing leadership and direction ensure all operational departments deliver an exceptional service to all customers.
· As the leader of the day to day operation, ensure a motivational and informative morning briefing is delivered to the senior representatives from each department to so that all departments can actively promote all of the day’s initiatives;
· Assist HOD with line management of all HODs within the hotel and hotel management overall, leading and guiding the HODs to organise and manage their teams well, so that all departments perform to the highest standards of operational procedures and with the highest level of efficiency, hospitality and customer service being extended at all times.
· Particular focus and responsibility in ensuring the smooth running of all aspects of food and beverage service daily incl. Restaurant, Lounge, C&B, Kitchen, so that all guest dining and bar experiences are exceptional, through great food, fantastic engagement of our team and comfortable/inviting environment.
· Assist the GM in establishing a customer responsive culture where exceptional customer service prevails;

· Work with the GM in leading, developing and empowering employees to deliver operational best practice,, identifying opportunities and making recommendations for improving efficiency and quality of service;
· Monitor operational standards and positively promote company documentation, policies & procedures, ensuring operational tasks are carried out in line with company procedures, SOP manuals, service standards etc.
· Recruit, motivate, train/develop staff to ensure you reinforce the necessity for the teams to demonstrate the highest standards of performance, customer care and hospitality, highest levels of service standards and contribute towards the overall success of the business

· Act as Duty Manager also assist operationally when required
· Ensure that the team adhere to daily/weekly reporting systems and procedures
· Build and maintaining high levels of staff morale, effective communication and good working relationships with all management, staff and suppliers
· Assist in developing a culture where you and the teams get to know our customers, building positive working relationships with guests, trainers and delegates and suppliers (incl. you taking an active involvement in show rounds and familiarisation visits as required)
· Implement Service Recovery processes, empowering the team to manage customer queries, enquiries and in a caring, helpful and efficient manner, with a commitment to dealing with issues in a positive way

· Troubleshoot emergencies, deal with complaints and promote a professional image to all customers, giving full co-operation and assistance to any customer requiring attention
· Setting departmental objectives, work schedules, budgets, policies & procedures incl. managing staff performance in line with SOPs and other company, HR and Training/Development policies & procedures/practices.
· Review and monitor weekly departmental rotas, to ensure employee productivity is maximised through the use of multi-skilling, multi-tasking and flexible scheduling so that staffing levels are in line with business demands and also meet the financial budgets and targets of the hotel and the business
Financial & Cost Awareness

A determination to exceed all financial goals and exploiting opportunities for growth within the business.
· Good financial awareness of the products we sell and services we provide and related impact on P&L, incl. understanding and implementation of rate strategy, room occupancy and yield, etc. 
· Assist GM and HODs in managing finances within budgeted parameters and maximising profits, proactively manage costs based on the budgeted P&L figures and development plans.
· Involvement in formulating business strategy and initiatives, to proactively analyze and exploit commercial and financial opportunities. 
· Responsible for ensuring key cost controls of the business are in place to achieve Payroll and Food and Beverage margins in line with budget/ forecast

· Actively participate in any revenue and sales activities operated by Beales plus any specific operational activities and take every opportunity to promote and upsell products.
Training & Development

Creating a training and development culture, ensuring all members of the team have the opportunity to grow and ensuring good HR and Training & development procedures/practices.
· Assist in training, monitoring, developing and coaching the HODs and team members, to ensure they 
      have current knowledge of hotel products, service, pricing, policies and are continuously trained to 
      learn and understand SOPs, standards and relevant policies & procedures.
· Attend and participate in all relevant training and development and ensure that the team do so too.
· Involvement in regularly update SOPs and related operational policies & procedures, as required.
· Ensure all people information systems are updated with all people information for each department 
      i.e. training records, appraisals, holidays and absence management.
Health & Safety

Ensuring a diligent approach to all health and safety obligations so that the team comply with all statutory and legal requirements.
· Good knowledge of the key role within all emergency hotel evacuations and ensuring a diligent 
      approach to all health and safety obligations, incl. good awareness and involvement in security 
      procedures.

· Ensure yours and the teams compliance with hotel security, fire regulations and all H&S legislation, 
      Risk Assessments and audits and company procedures/guidelines
· Carry out Risk Assessments  and Audits when required, working with the hotel H&S representative

· Attend and participate in all relevant Health & Safety training and development arranged and ensure 
      the hotel team members do so too.
· Skills & Qualifications

Strong leadership, excellent customer care, positive staff morale, a can-do attitude and actively involved in company decision making. Possess the relevant qualifications and skills as recommended in the Beales Hotels management competencies (HR42). To have the ability at all times to do the utmost for staff, customers and the company.

· A minimum of 2 years’ experience of Food and Beverage related Management or Operational role, within a quality hospitality/leisure/customer facing environment (ideally within a 4* Hotel/similar).
· Excellent leadership, interpersonal and communication skills, with experience of managing and 
     developing people within F&B and customer focussed hospitality environment

· Strong operational and organisation skills, with a hands-on and lead by example work-style to deliver an exceptional performance and guest experience
· Excellent levels of both written and spoken English are essential, as is attention to detail, along with 
      good numeracy and a good level of IT proficiency.
· Good level of commercial awareness and sales capabilities, with previous experience of managing a 

department and Profit and Loss account would be ideal. 
· Professional, flexible and resilient, with ability to work under pressure and ability to multi-task so as to 
      successfully manage conflicting work priorities
· Commitment to delivering an excellent level of customer service and high operational service 
      standards, with excellent personal presentation standards
· Ability to work on your own, collaboratively with management and also as part of a team, with 
· flexibility in work schedule (ability to work all shifts incl. weekends and holidays) in line with business
      needs
· Relevant level of Food Safety Certificate, Wines and Spirits qualification and / or Personal Licence holder would be preferable.
This Role Profile is designed to help you in the understanding of your role and is not intended to be a definitive list of your duties as flexibility in meeting company and guests needs is required by all employees.

I confirm that I have read and agree with this Role Profile, explaining the main duties of my job.

Employee Signature:

Line Manager Signature:

Date: 
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